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. ' WORKpG IN ORGANIZATIONS « 
Aa organization, chart shows: 

A. the forTnal,rclationfil^^ the people who form aru 
orgahizatioii * , m- 

B*, the' Informal i-eiationships between, the people who f o^ 'an 

organization . ~ 

C.^^ the duties done by^cli worker in the organization 

, the kind of product or service made by the organization 

> ^ \ 

/Which o'f the following best descijibes an organization? 

-A^ people satisfying all of thSir own needs without help from 
others ' ^ 

B. a number of people who are alike ^ 

C. people working together to reacha goal by cooperating ^nd' 
dividing jobs 

D. people working alone to reach their own goals 



.Which of the following' is correct? 

A. very few^ workers today' belpng to a unioi^ 

B. about one-fourth of all workers tpday belong to a union 

C. about three-fourths of all workers today belong to a union 

D. almost every worker today belongs to a union 

Which of the following is not true of all organizations'? ' 

A. ^ responsibilities are divided among the members or worlcers to 

help the organization reach it$ goals - 

B. organizations have "power-centers" to direct them toward 
their goals > 

C. organizations get rid of people who are not doing their jobs 
correctly 

D. organizations ^ndourage people to work alone to reach goals s 

A manager who is in charge of jobs that add directly to organizational 
goals, such as an assembly line boss can be described as: 

A. a »staff manager ^ ' 

B. a line manager' 

C. an indirect manager/ 

D. * an operations mana^r v 

Which of the following is an example of a staff mana-ger? 

V r • 

A. an assembly line, supervisor - , ' . * 

B. a foreman 

anvetonomlc advisor * 
D. production manager 



When workers will 'not give help to others:^ 

A . it is harder to *reach group^ . goalj^ and f iQiishjJjidivi^ual j obs 

B. they are helping to reach organizational goals 

C. they are working: together well dividing jobs between' 
workers > / — 

D. it is easier for people to satls^ thercrown needs 

A worker who believes it is important to work well with others 
'woiild probably:' ; . 

A. not ^ve help to other workers 

B. not accept suggestions^ criticism or help from othfer workers 

C. not be willing to give and receive help in work situations 

D. -not know about the whole operation of the organisation 

If a labor union and organization management have needs that are 
in conflict, which #f the following will probably happen? 

A. all of the union *s needs will be satisfied 

B. none of the union needs will be~satisfied 

C. union and management will compromise so they^both can ineet 
some of their needs ' , 

D. all of the managem^ent needs will be satisfied * 

V 

Alice jias been working for an organization for six'months at an 
Important job. She only cares about her job and will not help 
other workers. Alice will i^t accept any help -or suggestions from 
other workers about her job even though she is not doing thii job 
correctly. Which of ^ the following will probably happen to AJ^ice? 

■ ■ w 

A. ,she will be promoted by the organizatibn ~ 

B. the organizati^on will get rid?of her ^ 

C . nothing will happen • ^ , ' ^ _. 

D. she will be given a less important job 

Ellen j.ust got a job in an organization and is not sure where 
she "fits in'* to; the whole organization. Which of the following 
would be* most helpful to Ellen in finding out where she "fits in?" 

" ■ ; , - « . 

A. the Worker handbook of rules , ^ , . . 

B. the organization chart 

C. the compatty* policy book % - 

D. the union *B list of things it does to help wooers 



ft 
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12. Labor unions- were formed as a way of dealing with the conflicts 
between Individuals and organizations, tthich of the following is 
an example of conflicting needs between the uhion^ and the 
organization management? ' 

k " " ^ 

A- workers want a normal ;amount of worlc. lo dcf and the organization 

^ w^nts high quality work 

' B. workers Wemt safe working conditions and the organization wants 

a good safety record , ' ^ . 

C. "^workers w£mt* interesting work and the organization wants 

workers to work well togei^er ^ / 

D. w6rkers Wcmt more money^^d the organization wants to 'cut costs 

13. Which of the following is notA true of aja organization? ^ 

A. people join t^ogether^to reach goals by working together well ^ 

B. ^ people divide jobs sCtoong themselves 

C. one person's job in an organization is not important ^ 

D. succe^ssful people In the organization give and receive he^p 

14. Which of the following' is not shown by the organization chart? ^ 

A. the different^parts' (divisions, or deparbnents) of the organization v 

and how they fit together ' * ^ * 

,iB. all the lines of communication 

C*t' the formal relationships betweeti the people who form an organization 
D. who is supposed tx> be whose boss* or supervisor 

/ • .• * ' ■ / * ■ ■ , .. ■ ' 

15. Which of the following best describes the purpose of labor unions? 

A. labor unions are organized for the purpose of getting workers *^ . 
^ more^/^ney ' ,^ 

'B^ labor unions are organized for the purpose of hurting the , * 

organi2;|ition ' , 

C. laJ>or unions are organized to give worker^ more power in dealing 
With 'the tonf licts between individuals ^and orgatiizatlbn6 

D. labor unions are organized to help ^organization management 
satisfy the needs of * organizations * ^ 

J * t * * 

16. To reach the goals bf the organization , each persgn must do his 

pr her ownjob.^ Y6t, only once* in awhile can one person do a job 
without hej^from otheris. On which of thfe ifcllowlng is this sentence 
based? ^ . . ' / ' 

A. an organization is m^de 'up o^* a group o;^ people joining togethe'r 
to reach goals by working together we|i and dividing jobs 
among theAs&^es * ' 

B. organizations get rid of^ pepple who are riot doing their jobs . 
^ _ ^ correctly . / ^ . - 

C. organizations have "pojfer-centers" to 4treQt .them toward their 
^ ( ' goals " . ^' ' - ^ ^ 

,D. people Can meet 'their needs more easily when they work alone ' 
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MOTIVATION FOR WOllK 
Human needs can best be described as: 



A. ,the way a person feels about something 

B. those things or feelings that people want or need 

C. ' the way a person feels about someone elae 

D. those things or feelings that people do not want- or need 

Which of the following is not a kind of . basic human need? 

A. physical needs - 

B. security needs . • » 

Ct social needs ^ . . # 

D. transportation needs 

Which of the fdCLloj/ing best* explairis work? 

A. work is done when you are ^)aid for something that you don't 

really want to do 
B\ wqrk is don^^when you really try to do something to ^ti§f y 

other people's needs . 

C. work is done when you really try to do something to satisfy 
' your own needs and also to satisfy other people's, needs 

D. work is done only when you Bfeke money for what you do 

Which of the following is the most basic of all human needs? 

A. physical needs 

B. . sjBcurity needs ^ • 

C. social needs / 

D. need for se^-^resfJect and worth 

People ^working at jobs that give them a sense of belonging are 
sat4.sfying: , , * 

A. physical needs - ^ 

B. security needs 

C. social needs . , . . 

D. need for self-respect and worth * 

A worker who says "I hate my job, I am only working at this j[ob 
for- the money" is indicating only: 

A. satisfaction of th^ need for se\f-f uljfillment 

B. satisfaction of the need for -^elf-respect and worth' 

C. satisfaction of social ^needs 

D. satisfactjLon o£ physical^and security needs^ 
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Which of the following basic human needs is *the least satisfied - 
by most workers? 

A. physical needs 

B. security needs * ' . 

C. social needs ' * 

D. needs for self-fulfillment • ' . 

When people want to A|^ork In otdev to meet their needs or reach 
goals, they are: C c . 

A. self ish« » * 

B. motivated * / 

C. unhappy 

D. lucky- - • . 

A person has not been working for some time, has run out of motiky 
and has no place to live. The person is looking for any kind of 
a job; What type ^pf basic human n#ed is the person trying to 
satisfy?. - 

m f * * * 

A. physical needs . * ' ' 

B. security needs * " \ \^ 4^ 

C. social needs ' 

D. needs for s^lf-respect and worth 

John f^els as though he is in a situation ^li: which he must try to 
meet the needs of others but is not allowed to do anything to 
meet his own needs through his job. Which of the following is 
the best description of his situation? - 

A. normal working conditions * * ♦ 

S. slavery 

C. a satisfying job ' 

D. voluntary work 

/ * - - * 

Betty has worked a^t her job foj: two years. '^Sh3 earns good mojoiey - 
and enjoys the friendships with her f fellow worjcers. However, 
Betty ^does not like her job. She feels as though she is. not doing 
anything important. Which of the following basic human needs is 
Betty not satisfying at^ her job? 

A. physical needs 

B. security needs • * ' • 

C. social needs. ^ 

D. needs for self-respect and worth . 



11 



When George began l&aking for a ipb, what he cs&red' about most 
was that thsi conpany he Vent to work for had good medical in^uranc'fe 
for eiq>lo]rees and -a'goo^ xetirement jlah. He did not want to worry 
abtfut what would happen if he got ^ick or how he yotild live' when 
he retired. WhiA of the following basic human needs does George 
care most about? ' / . 

•A* physical needs • ' / * 

B. ' security needs V- • • . 

C. ..social' needs . \ . - ' r y 
^D. needs for self-respect and worth ^ / . 

People da not care about 'their' s6cial ne^s until their physical 
and security needs are satisfied. On which of the followirig 
is this statement based? . ^'^ . , . ^ 

A. when we satisfy-tme le^el of need, we move t^sahother 

B. physical needs azre-^not as iiiq)<6rtant as social n^ds 
social needs are the harde^t^ to satisfy \ 

U. th«re is no\relationship betwe.eij the dif f erent' typek of basic 
. human needs ' \ ' * . ^ 

.Which one of the following best ^describes why people go to work? 

* ' ' * *f - 

A. people go to work becaus.e they heed the money 

B. people go, to work because otherjp^apl^^make them 

C. people go to work to 'satifefvpfe basic huma^i needs 

D. people go to work only if they , have to 

. . / • , ^ ^ - 

People should look at theii? own needs and how these ndeds can be 
satisfied through work. Which of the following does not. agree 
' with' this statement? ♦ . . 

A. since pach person is different,' individualjs are likely' to 
have different reasons for working , 

B. • to many people ^ \>ojk means more than just a way to-earn money 

C. work means satisfying only the needs of others and is almost 
like slavery - -V ^ / / 

D. work can be very satisfying and rewarding if iy^at^sf ies no^t 
A only physicals and security needs, but also oth^ types of' 
\needs such 'as social neefls, needs for self-respect and self- - . 

fulfillment needs " - • . ;\ 

A psychologist studies the problem of workers yho are not satisfied 
and unhappy by talking to several hundred workers. The* psychologist 
found that' many of- the wor^s were not satisfied and unhappy for 
different ^reasons. Why do you think there were different reasons 
for t^e workers to be not satisfied and^ unhappy? . ^ 

A. different people are motivated to work to satisfy different . ^ 
htinian..needs ^ - , ' 

B. workers are mostly concerned about making more money/ 

C. ' the workers did irot'^all work at the same job • 

D. all .workers are concerned with satisfying the same needs 
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UNDERSTANDING SELF 

Rerceptions can best be described as: 

A. the waty we see ^things, people and situations * 

^3. the attitudes we have about things, .people and sijtuations 

*C. those things, people and situations we ^aiue ^ 

D. those things, people and situations we ^dislike * 

Standards for deciding whether^ somethingl^s good or bad are called 

A. perceptions p , 

B. behaviors ^ ^ 

C. v&iues * 

D. Interests 

Which of ttie following is probably the least important when doing 
a self-evaluation in order to understand yourself better? 

A. your self-concept 

B. where you live ' 

C. your perceptions 

D . your values 



How people see themselves is called: 

A. mood 

B. value 

C. prejudice . ; . . 

D. self-concept 

Stereotypes can affect a person *s perceptions. Which of the " 
following is an example of a steredtype?^/ 

A. nurses are women 

B. daydreaming is a waste of time - 

C. a fair day *s pay for a fair day^s woiSk ^ ' 

D. a poor self -concept 

A p^j^on who says "the way to be happy is to enj-oy myself and 
not think about^ my problems" probably believes that: y 

A. it is easy to spend more time and energy in staying away from 
problems than it would take to solve them 

B. staying away from problems is easier. than solving them 
staying away from a problem can often make it seem bigger than 
It really is ' ' 

D. staying away from problems, over a long time, almost always 
makes them worse and' harder to deal with than they were in 
vthe firs t^ place . ^ ' ■ 



14 



A person who says ''My childhood and things tb^ happened J.n the ^ 
past determine how I feel now, and there Is nothing I can do about 
It" probably believes; 

A. ' people have^the ability fco change their actions so that they 

can act in ways thad are more to their advantage - 

B. the past has no magic *ef feet on a person ^s present or future 

C. the feelings and actions people learn as children are the 
feelings and actions they will have T^hen they are older 

D. sometimes the ways of acting that got people what they wanted 
as children will not work when they are older 

Ofher peop3.e can often be "mirrors" for our perceptions of our*- 
selves. We often see in others what we do not want to se^e or 
believe about ourselves. Which of the following is not an example 
of thie rdea? ^ — * ^ 

A. a man who says ''nobody listens to me" when really it is he who 
doesn't listen to others ^ 

B. a woman who sees her boss as being cold and unfriendly when 
really it is she who is cold and unfriendly / 

C. a man who likes another person's warm, friendly altitude when 

he really has the ability to be warm and friendly ^ 

D. a wpman who dnjoys the friendship of a fellow worker because 
they are the same type of people 

■ ■ ' . ' 1- 

Joan has worked for the same company for over two years and has 
been doing the same job for all of that time. She is very good 
at her work. She has been offered new responsibilities and challenges 
at different times. However, Joan has .never taken the opportunities 
because she is frightfened she will do poorly at a new job and mess 
up her future with the company. Which of the following beliefs 
does this situation best describe? ' « 

A. I have control over my feelings 

B» solving problems is easier than staying away from them 

C. I must not fail at anything - if I dp, it means that I am 
either stupid, lazy or ^4d 

D. most things in life that seem scary or dangerous seem that 
way because I y^ant to- look at them that way 

Whexi people are trying to decide what types of jobs to look for, 
they should: 

A. *^ choose jobs that they are interested in 

B. . take the first job they are offered, no matter what it is 
C* choose jobs .that friends would like 

D. never take the first job' offered 



Tom fitarted work two months ago at a- department store ^as a sales 
clerk. He enjoyed his Job and was doing very well for the first '' 

' ^^t ^^1^ '^^"rd for most sales by 9 new w;;rker during 

the fijgt Month.' The boss ajid Tom^s fellow workerk had told Tg^^ • 
many tflnes that he dW good work. However, lately.Tom has seen^^ 
that no.mattfer how well he doesV the boss and other sales people 

' don t seem to see it. He doesn't understand why because he tells 
them everyday how many sales he is making. Jom has seen that most 
of his fel]gjN4jorkers.have started .staying away from him. He is 
starting to thiJitc that he- is' failing at his job and can't figure 
out why people are staying away from him. I^hich of the following 
beliefs doe? this situation best show? 

A. r need and must have approval all the time from all the people 
I think are important ~ 

B. I must hot fail at anything 

C. I have control over my feelings 

Solving problems is easier than staying away from. them 

"^^A^tu^^f "f"*" themselves in different work situations 

and think about changes they w^nt to make in their actions, they- 
should do a self evaluation by: 

A. looking at their self-concept, beliefs, feelings and values 
fi. looking at their way of seeing others, * 

C. looking at their 'interests . ' 

D. all of the above 

Ivan and Terry were fighting about whether iVis possS^Kto change 
your feelings about people and things. Terry said that '"oker • 
people and things cause my feelings." Terry .thought that things ' 
that happened in the past caused how she «f eels now. "Which of the 
rollowing sentences shows how Terry would end the talk? 

A. feelings can be changed if you try hard enough 

B. feelings can be changed easily 

C. people have no control over their feelings ' . 

D. people have control over their feelings 

Which of the following best descr4.bes why people should do a 
self -evaluation? 

a; people can help themselvi by looking at themselves honestly 
. and finding things in whi(ch they can improve themselves 

B. businesses can make more money if all workers do, a self -evaluation 

C. people need and must have approval and love from all the people 
,they think are Important 

D. a self-evaluation will keep workers from failing at anything V 
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15. People do no^t always' see other people as they really are. Which ' 
of "the following does not agree with this idea? * 

A* cJiir modds, prejudices arid things that, happened in the past cause 

the. way ^e see pthejrs ' / f , \ ' \ 

Br" iJeople often see:what they want to see 

C. perceptions of^Qth|r'S are always correcti^ / : ^ 

D* people see" thltigls ais they have seen thofl^in the past ^ 

16 • Pdople should look at themselves all the timetii work situ^tlort^$ ^ 
^ and think- atjout changes they want to make in their actions; On,/ 
which of thfr following is this statement based? ' ' : 

f ' : ' * • ■; ■ ■ 

A. self-understanding is a thing people should do all through ^ 
their lives, because people are always changing 
once people become cfl-der their pei^eptions, feelings, and' 
values will^not change 

C. self-evaluation is a hard job that needs to be dpne only- once 
in ^a lifetime . - • 

\ D. people cannot learn ilbbout themselves from other people 

.. ■ . , ■ ■ / ■ /■ . , .,■ ' 




Y » ^ INTERPERSONAL,._RELATIONS 

Which oA the follo.wlng best describes motives: 




B* th^'^«^M^'^^'^''^'"'^^''^ ^^^^ to .act in'cerfcalh w^yss 

" r.* S a person has about something or someone . 

C. those things atHi^ people whlc>i we dislike ' ' 

D. rules for decldl^,'f# ^sometlftng Is good or' bad 

. Which brie of the fofg>4l^ j^s not true of perception: - 

a: perception Is' rejate^ to our e^?)erlences. , 
B. perception? canpot change - ' , 

'C. perception 1& unique - people see thi^^^ 
u. vjierception causes What we do 

Most people who lose their jobs, lose then, because: 

A. they do not have 'the needed technical skills 

B. they miss work a lot . 

C. they are n,jt able to work with fellow workers and bosses 

D. they are unlucky. • ' 

Whyh of the following Is not a problem In Interpersonal ^elatfons? 

A. people having different perceptions o£ a certain situation 

B. people becoming upset or angry with others 

C. p^ple who do not have the needed skills to finish a iob 

D. people who do not notice others' feelings 

?eei?nL'nf ^'^J: "-^^^^ f Interpersonal 'problems Is to "ilsCen" for 
feelings of other people. "Listening" for feelings means: 

A. asking the other person to speak more clearly so you can 
understand '.g - ' 

B^. asking the other person to speak louder so you can hear 
-. every word 

C. noticing feelings In the other person that are not being 
directly shown by words ' 

D. remembering word for word, what the other* person said 

Headaches, stomach. ulcers , high blood pressure and/or heart 
attacks are more likely to happen when people: 

A. do not notice and express feelings ' . 

B. express positive feelings , " 

C. express negative feelings , 

D. learn ways of expressing their. feelings - 



Our relationships with other people are greatly caused by how 
we "se^" or "hear" them. We see or hear .other people thrpugh 
our prej'Mices and biases. This idea is* shown best by: . 

A. workers pulling together to help a fellow (worker wi.th. a big job 

B. { a boss who thinks a^ew worker, will be a troublemaker because 

the new worker looks like a past. ciilpl"oyee. who was fired fdr 
ckusing trouble * ^ 

C. workers all through a company shoWing a positivez-attitudev 
toward thftir jobs 

D. ? a worker who is very good at the technical parts of the^job 

but has trouble getting along with fellow workers 

John is good at telling others how he- feels in work situations'^ 
and had developed good interpersonal relations with fellow workers 
At what is this worker, good? ' . * 

A. setting ideals for what is good or id v 

B. tallcing about situations and -problems openly and tactfully 

C. the technical parts of his job 

D. looking at things frofe onlyxone point of view 

Paul is very angry with something happening on the job.' Because 
of this he is making mistakes In his work. The best thing for 
Paul to do is:^ ' J - • 

A. npthing, feelings go away by themselves 

B. show his feelings by "exploding" at the person causing tlie 
problem \ * 

C. let go. of his anger by yelling at the person who he is 
working with 

D. openly talk about the problem with the boss or fellow worker 

Debra works in the shipping section of a large company. It is 
not her job to answer the questions of workers about receiving. 
One day a worker asked her to help him check on a late shipment 
of goods he was supposed ^o receive. 'She sharply told him that' ^ 
checking on shipments coming in was not' part of her job. The 
wolrker was angry and reported hei^ to th^ boss. How should Debira 
have handled the question? - . 

A. Debra handled the qut^tion in the best way- 

B. Debra . should have che'cked on the shipment coming in even 
though it iJs not part of her job, just to make the worker 
happy / , ' 

C. Debra should have tactfully told the worker that it was not 
part of her job and showed^ the wg^rker to the person who 
could help i 

5. Debra should have told the worker to check* on the order 
himself . ' 



Andrew s desk is Across frqm the office door"? ' Even though he is 
not the receptionist, aligost everyone stops at_bis tlegk for"^" ' 
directions. At- first he was very nice in helping them find the 
person for whom they were looking. Lately, , however, he has 
become anrgry with the many questions. , Sometimes, he won't ^en 
look up at the person but just points iii, the direction the 
pexson shpuld go. The. problem is causing' Andrew to <lo poor 
work and he wants it cleafed up. Andrew should: 

■ V ■ , ■ . 

A. keep being unfriendly to people asking for 'directions so' 
they won't bother him the next time 

B. accept the Job of giving directions' as another part of 
his work load ' - 

•'C. openly talk. about the prpblem with his boss to try to 

figure out an answ.er to the problem , 
D. igiTore the problem because it wfll probably>go away , In time " 

Larry is a very fast worker and expects other worl^ers to kfeep 
up with him.- Larry is young and usually finds it hard to get 
along with the older workers. Recently he had an argument with 
an older woker he was working with about whether the older 
worker could work as fast as Larry before the older worker had 
even started working. What seems to be the cause for Larry's 
liroblem in interpersonal relations: 

A. Larry is too good at his .Job' . - 

B. Larry is prejudiced against "older workers • . 

C. Larry does not have the necessary technical Skill's to io 
his job well ; . ^ , ./> 

D. Larry has too mucfr work to do and sho^iild talk about' the : 
,i problem openly with his boss » . 

Wfiich one^of the following befft describes the importance of * goad 
interpersonal relations on the job: 

A%. workers wh^o do not have/the necessary technieaSf skills will 
lose their jobs ' \ \ ' , 

B. in order to be siifccessful, workers must be "able to handle 
the technical skills of the job but must also*be able to • 

- notice and express feelings at work and get along With fellow 
workers 

C. to be successful, a worker must be able-to, get along with all ^ 
fellow workers no matter what the situation | 

D. workers with the necessary technical skills do not' have to > 
be worried about getting along with fellow wor,kers 
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Negative feelings ^cari later Bhow up as a bad mood, 'a headache or 
a sudden "explbslon" oveir a small^ thing ths^t made you angry. * j 
Whldl^of the following Is the idea upoa which this statement 
/ is based: . • u , ^ * 

« . « f * • ' ^ ^ . ^ ^ ^ ; , 

A. negative feelings, such^ as ang^r, will not go away by 
themselves ■> « ^ ' • > 

B. people have feelings both on and off th^ job . 

C. most people lose t^ieir jobs because fehey can't ge^ alorfg 
with fellow workers^ ' . , 

D. it is best to try .to forget about negative feelings because 
they will go away by themselves in time 

A psychologist "Studied the problem of why people sometimes 
have trouble showing their feelings. The psychologist found 
that some people are afraid that others will not like them if 
they show^ their negative feelings. Some people have trouble 
showing negative feelings without hurting someone else.* Also, 
some- people. are afraid others may hurt them if they show their 
feelings. Which of the -following is necessary before people 
can show their feelings: 

A. tl\^ feelings must be recognized * 

B, the feelings pust l?e forgotten about if possible ' 
C the feeling^s must be allowed to build up over time 

D. the feelings jnust be positive 

.■»» - 

Sally and John were fighting about whether or not workers should 
hide their feelings from the boss if they do, not agtee with the 
boss about something. Sally said that* not agreeing with a boss 
is a suife way to get fired, Johrt, however,^ said that it is * 
important to show -your feelings even to the boss. He said that 
i£ negative feelings are shown in the right way, getting fired 
will not happen. Which of the following most shows the^ way ' 
John feels? 

* , * " • ^ • 

A. negative feelings ot disagreements should be openly and ^ 
tactfully talked about with whoever is involved 

B. negative feelings or disagreements should be openly and 
tactfully talked about only with people who work under, you 

C. not agreeing with a boss 'is a sure way to get fired or 
> at least get in trouble. 

D. workers should show only positive feelings to a boss 
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EFFECTIVE COMMUNICATIQN 
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K Whlch'of the fpllowing best^ describes coiranunication? - .t 

^ A., ^oije person giving directions for finishing a job to another 
Ijerson' ' . V - - , 

B. ah exchange of thoughts ^opinions qr iftfgnnation between 
people ^ r 

J C. two or more people tblkiiig about something important ' v/'^ ' 
D. written* messages between^ people 

2. Which of the following is not one of the ehree\elements of 
communicat;Lon? ^ ' * 

A. ^he sender of the information • 

B. the importance of the information 

C. the receiver of the 'information 

D. the message 

3* ^^^uring the process of twb-way communication: ^ 

A. Information passes only frdfc the sender to the receiver 

B. the receiver listens carefully to the message but is not . . 
allowed to ask any questions 

^. information passes from the sender to the receiver and from 

the receiver to the sender 
D. information passes only from the receiver to the sender 

4. Gesturing or showing expressions through movements of the body 
is called : ' 

A. verbal communication ^ 

B. non-verbal communication 

C. written communication V 
. " D. one-way communication 

5. A person's self-concept affects his/her atJility to communicate 
with others. Self -concept refers to: 

A. how people see themselves or opinions persons have of themselves 

B. people listening for meaning rather than just'hearing 

C. giving information clearly so that the receiv^er can understand 
the message 

D. how people fifee others^or opinions persons have of others ' 



■'./•. . . . • ■ . 
* . ' ♦ • • : -1--' 

6.' The following diagram best shows: 
' • . 1 Y message 



sender 




response 




Na/" written communication ^ • . * 

B. verbal coinmunication i 

C. one-way communication 

D. two'-way communication * 

7. The sentence "J.iatening means more than hearing" means that: 

A. information should be given simply and completely 
, B. the sender of a message should talk in a clear way 

C. hearing is done with the ears, while listening happens when 
the receiver understands what the speaker means 

D. most people cannot understand messages 

* ' . ^ 

8. Mistakes that are made by workers because they did not understand 
^he directions for a job usually- happen because of: 



one-wlty communication 
two-way communication 
lack of supervision 
D. poo^ self -concept 



9.i Susan has been given a job to do by the boss but does not really 
understand the directions for finishing the job. She should: 

A. act as though she understands the directions so she doesn't 
look stupid and do the job anyway 

B. act as though she understands the directions and ask other 
workers to explain the directions 

C. ask the boss questions about the job in order to make sure 
she understands, the directions ' ^ 

D. ^ry to get another worker to do the job who alr^eady knows how 

10. A boss is giving directions to a worker bjut is not sure that the 
" worker is paying attention. Which of the following might show 
that the worker is not paying attention: 

A. the worker is leaning slightly toward the boss 

B. the worker is not looking the boss in the eye 

C. the worker is' noddiag his or her hj^ad in agreement once in 
awhile . ' 1 . 

D. the worker is asking questions 
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, Jl'll is- a jj^w'worker at a small company. ^She hd'^* difficulty- 
^talljing with opher people^gflll is gettlpg upset because, some 
o€. her- fellow worlcers are^^lrig* to tell her how tfr do hterjob. 
'Jill* i^p. certain that she can learn' thii^' job by hersejLf and, ioes 
not want' to be told vhat ahk doing wrong;^ On^ ^f-el'low^workeri 
said t<rJlll "You always think^ybu're right.^Cah't ,you? everaay 
that you'te wrong?" * TJiis* qpmmunication pi?(;jblem probably happ.gnfed; * 
because' of; ■* ^ ^ , ' x / • l 

^ ' ■ - • I A • ■ - • 

^A. Jill ^ p^Qor self-ccnicept" ' \ \ . 'r^> 

^. *Oiil's ^ellow/Workers nbt giyiAg information clearly ^ 

Jill and her fellow workers not listening to each other 

D. the job being too hard for Jill ■ '\ > 

•V. ' 

Tl\e workers in a large business office are having a communication 
problem. The new ^aupetvisor always thinks that other people know 
what she is trying to sdy so she really doesn't explain what she 
means. This has caused many mistakes being made by the workers. 
When the office manager talked to the supervisot about the situation 
the supervisor said that her words just don't seem to come out the 
way she wants them to. This communication problem probably happened 
because of : * , 

A. the supervisor's poor self-concept - 

B. the workers not listening carefully to the Supervisor 

C. the supervisor .not giving information clearly 

D. the workers not being as smart as the supervisor 

' / I . ' " ■ ^ ^ ' . : . - 

Two-way communication is different f^rom one-way communication 
^ because i 

' «. . 

A. two people^ are involved in the communication . 

the receiver is no.t , allowed to talk to' the sender of the 
message 

^C. the. receiver of the message makes a response tcr the sender, 
for example, asking a question 
D. the sender; gives the message to the receiver at IS^st twice 
in two-way communication in the exact same way ' 

Two-way communication is .mote effective than one-way (Communication. 
Which of the following is the reason for this?, < 

A. . the rilore people involved in communication the better 

B. ,the sender of a message sh^ould never be stopped by the receiver 
'since this ,wil3j confuse h©th .pebple ' 

C. When the receive;: of a message listens to the sender without' 
making any response the sender knows the message has been 
understood , i 

D. when the receiver of. a message responds to the sender, for 
example by asking a question, the message will probably be 
understood ' 



. •;• ■ ■ ' -4- • ■ 

15. Most workers need to comniunlcate with others such as fellow 
workers, bosses, people who work under them and customers, ^ 
Communication is lii5)ortant to the smooth operation of any „ organi- 
zation. Which of the following does not agree with this ^ 
statement? ^ 

A, when people are riot willing or not able tb talk to each other, 
•.worke]% may make mistakes 

B. effective communication is pnl^ important between managers 

C. all workers should know about Jhe communication skills they 
^ need to improve * ' - ' 

D, Communicating effectively is a skill that will help workers 
do their jobs better 

■ i • ^ ' /■ • ' 

16. Which of the following Is not a type of communication? ; 



A. body language 

B. verbal messages 

C. written messages 

D. self -concept 
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USING CREATIVI'nf ON THE JOB 

• Which of the following is not triie of creativity? 

A. creativity is' soB^thing that only a few pebple have 
♦B. creativity does not mean the same thing to everybody 

C. people can. block their own creativity or the creativity of 
others 

D. creativity is something potentially given to everybody at 
birth / 

A way used for getting a large number of ideas for solving a ' 
problem is called: 

A. interviewing -7 

B» criticizing 

C. brainstorming'^ / .r^-^^^ 

D. evaluation , . 

Which of th^ollot^g is not a block or "stopper" to a person's 
creativity? \ ' 

A. criticizing their ide^^s before they have a chance to develop 
fully ^ 

B. writing down all ideas before talking about liem or making 
any judgements 

C. automatically forgetting about ideas that seem just barely 
to have anything to do with tfie problem 

D. deciding whether an idea is good or bad almost as soon as 
it is thought of . 

When a group of people are using the brainstorming means to solve y 
a problem, the first step would be: 

- ■' . ■ i 

A. deciding whether ideas are good or bad 

criticizing other's ideas as [they come up • 

C. /putting the ideas into two grpups of good and "far- out" 

D. ( think of as many ideas as possible 

People can use tyir creative abilities in different work, situations. 
Which of the fol/owing is not an example of using cr eat iv^ talent . 
on the job? ' 

A. an idea for better use of time and energy 

B. following directions completely and correctly 
C» a plan for doing away With a report' 
D. an idea focusing office space better i 
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By using their Imagination and initiative, a group of workers 
are talking about ways to make the ^fflce run better. These 
workers are: 
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' A. using their creative talent to make a work situation better 

B. wasting valuable tl|iie " 
C* causing problems -for memagement 

p. not supposed to be using imagination and initiative on l:h^ job^ 

When people sa^/t^t they do not have any creative ability » they are: ^ 

A. probably correct, since very few people have creative ability 

B* blocking their creative talen^ts * v 

C. nssing their initiative and fma^jaatlon 

D. making themselves more' valuabl^^b their bosses 

A worker who has an idea for a new ma'chine to take the place of 
something done by hand: ^ ^ 

A. is showing creative ability / ^ 

B« does not understana the working conditions 

C. should keep the idea to hljn or herself 

D* should not be using his or her Imagination on the Job 

Steve and Carl have worked together for several months at a job 
that they both think is dull. Steve has coine up with several 
ideas to make the Job more Interesting. But every time » Carl 
^rlticizes the idea. He says that management won't chang)e the 
^w^y things are being done. Steve then forgets about ±ti Steve 
should probably: ^ 

A. ^ stop thinking of ways to make the Job more interesting 

B. ^ keep thinking of ways^o mak^ the job more interesting* tmtil 

he comes up with one i^at Carl doesn't criticize 
' follow throU]gh with hi^ ideas by talking to management about 
them i \ 

tame down his ideas so. that Cai^l will think they are good ^ 

A worker hAs come up <d.th an idea to use plastic instead of wood 
for a* product being built at the company. This means of using / 
creativity is an example of: ^ 

A. rearranging - ; i 

B. reversing . ^ 

C. substituting ' ' 

D. conibinlng ^ ' , ' 
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,11. Creative thinking may mean questioning ideas that many people 

accept without thinking about or disagreeing with commonly accepted 
ways of doing things. This concept is best Illustrated by: ' 

•«< ' , ■ 

A. a worker who says that all workers should be allowed to^sej: 
their own work schedules • 

B. a worker making ;a window display for the Christmas shopping 
season using a. Santa Claus and toys 

C. a sales manager of a department store deciding which items to 
put on' sale ip ordfer to Increase sales 

D. workers who follow directions correctly 

12. A worker has come, up with an idea to change the way things are 

, done in an office by giving two jobs to one person who does not 

have enough work to do. This means of using creativity is an 
example pf: • ■ ^ ' ■ 

A. substituting * ^ 

B. combining 

C. reversing / ' . 

D. changing the size 

13. Maria has worked in the display department of. a large department 
store for several years. She started working as a helper and has 
wofked her way up to< department manager. Maria is a very creative 
person who seems to always come up with good display ideas. Maria 
does not listen to any of^her Workers^ ideas since she is sure 
that tKe workers can beet be used to c^hrry oat her ideas. Maria 
seems to» believe: - - 

-/ ■ ■ . * ■ - " 

A. everyone has creative ability ^ 

B. only a lucky few have creative ability ' 

C. not letting workers be creative can be harmful 

I), all workers should be allowedl to shtew their creative' abilities 

^ 14. Workers' should examine their own creative abilities and how these 

abilities can be developed more. Which of the following does not 
2^ agree with this statement? 

\ ^ A. people can deveflop their creative ability tjiirough learning 
and practice ^ ^ 

B. creative ideas are needed in any situation where phere'^are 
problems with .unknown* answers 
. C; by developing and using creativity, workers can make their 
- . jobs more interesting ^ ^ 

D. only, a lucky few have creative ability a(nd these people are 
needed only in certain jbbs 
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15. John ana Martin were fighting about whether workers should fry to 
develop their creative abilities. John said that workers who 
develop and use creativity, can .make their jobs more interesting. 
He also stated that creative .worke^^s t)ften come up with ideas that 
^prove the company. Martin, however, said that workers should 

do their jobs the way they are told to do themV He stated that 
the only -good ideas woiad come from the per8on-*who was, hired to 
think of new ways of dbipg things. With which of the following 
would Martin agree? \ . 

A. creative iSeas canr come from only a lucky few people 

B. creative ideas can^^ome from almost anyone 

C. people can develc^^their creativity by learning and irtractice 

D. by paying attention to what we usua^Uy do not p^y attention to, 
we can open our minds to new ways ^f thinking 

16. Wii'ch of the following do you have to"^ think is true in order to 
.develop your creativity? 

A. creativity is "a talent given^to only a few lucky people ^ 

B. creativity is a characteristic potentially ^iven to all 
■ human beings a^ birth / 

C. # people cannot change their thinking habits 

D. creative thinking cannot be learned or' practiced 



/ 
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PROBX-EM SOLVING 

1. The first step in problem solving is: 
A- evaluating 

B. idea finding - \ . 

C. fact 'finding , 

D. solution finding 

2. Problem solving can best be described as: - ' 

A. working in groups to gather facts 

B. th^ process of deciding what to^do about something 

C. 'evaluating the^ results of a solution 

D. working by yourself tb come up with ideas 

3. ' Which one of the following is tyixe of problem solving: / 

A. ^ the ability to solve problems is something you are born 

with, you either have it or you don^t 

B. every problem has one good solution 

C. ^ one thing that can make a problem harder to solve is not 
> sunderstandijig for sure^ what the real problem is 

D. once you figure out a solution |o a problem, you are finished 
solving the problem f 

4^* The -^last step in the problem solving process is: 

A. fact finding 

B. l^dea finding 

C. solution finding " . 

D. evaluating 

5. ' Which of the following best describes the problem solving process? 

A. solving problems mos'tly ihvolves trial and errpr 

B. problem solving is a planned step-by-step process ' 

C. problem solving is a careless method of getting ideas 

D. solving problems mostly involves guessing ' 

6. ^ Looking at a soluCiof^ to a> problem to see how it worked and to 

find out if anything else^eeds to be done is called: 

aV if act finding 

B. 'idea finding i 

C. solution finding r 

D. evaluating ^ 
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7. A worker who says "I don't have to know how to solve problems. 
Solving problems is not part of iay Mother people get paid 
\ to solve problems. " is ft 



A. corrfect because mbst^ workers do-not .have to solve problems 
• /|^ on thfe job 

B. correct because most workers are not allowed to solve any 
problfems4,on the j ob v 

' e. incorrect because most workers solve problems every day 
D. c6rr#ct because most workers do not have the ability to 
solve problems on the job 

■* , _ ' ' 

8 . Workers who have poor problem solving skills : • * . 

A. view problems with the Idea they can solve them 

B. imderstand and use the steps of problem solving^ , 

C. should let others who were bom with the skills solve their 
problems for them • _ .- 

D. j»y cause more problems for themselves ^hen trying to 
solve a problem , 

* • ■' 

9. Rhoda works as the secretary for a small business. Her employer 
owns the business. One day Rhoda had to ^ez some Ijetters" typed' 
before the mail was picked up. The boss' wife brought in a /job 
for her country club meeting and wanted it typed rigHt away* 
The same thing had happened several other tiiliess,- Which of the ' 
following best states the real problem: .1 

A. Rhoda had an important job to do t^at would Uot be finished 
if she did the job for her boss' wife— f ; 

B. the boss' wife' is inconsiderate of Rhoda 's"situatrf.5n 

C. how can Rhoda get home on time if she has to_dd both jobs 

D. does the business work or the boss' wife's work co^e first 
and how can Rhoda find put ) 

10. ^Jlm has worked for a construction company for six months and 

earns good money. He likes his job except-for one thing. Jim 
has two bosses who have different ideas about the w^iy things 
should be done. He gets upset when he does something to please 
one boss and then is told by the other boss that the j(* should 
be done another way. Jim is very serious about his job and does 

not like being t9ld all the time that he is doing something 
wrong by one of the bosses. Which qf the following seems to 
be the most important fdct in this problem? 

A. Jim works for a construction company 

B . Jim earns good money 

C. Jim has two bosses with different ideas 

D. Jim is very serious about his job ' ' 



Jack's job in the shipping department is to check damaged goods 
returned by customers and decide whether to give tKe ci^stbmers 
back their money or, not. ^n^ day he received some merchandise 
froin a customer tlmt had been used wrong. by the customer* Jack 
refused to give the customer the money back because the mercKandise 
was damaged by the ci^tomer after it had been bought . Tile, customer 
was very upset and said that the* merchandise was damaged because 
the directions for use were not dear. Jack had nev«r heard this 
reason before and did not know what to do. He ^ave the customer the 
money back but wondered how- to solve the problem if it happened 
again. Which of the following is the best solution for the 
problem? Jack should: ^ 

A. do nothing, because the problem will moi:e than likely never 
happen again '.\ , ' 

B. talk to his boss about what happened and come up with a rule 
to follow the nexttlme the situation com^s up 

C. fight with any customer in this situation to try to save 
^•^ .'vthe' company money . 

JSi not bother his boss, with the problem and just give all » 
customers in this' situation their money back 

Sharon had just opened a small leather shop of her own. Business 
was not very good; After about a month of being in business she 
decided she had better advertise in the newspaper .to try to 
Increase sales. SJiaron thought that this was a good solution 
tocher problem and so did other small business owners she talked 
with. She advertised for two weeks but sales did not go up ^at 
,all. Sharon thought she had solved the problem but had not. 
Which of the following is the next step in the problem solving 
process for Sharon? 4 

A. t evaluate the results of the solution 

B. give up trying to solve the problem because if a good 
solution doesn't worky the problem cannot be solved 

C. start the problem solving process over again with fact finding 
try the same solution ag^in^ 

« 

Many people try to solve problems by staging with one solution 
even if the, solution does not solve the problem. These people 
have the wrong belief that: 

A. every problem has one^ good solution , 

B. solving problems mostly , involves .trial and ierror 

C. evaluating a solution to a^roblem is an important part of 

: problem soIVihg • 

D. if a solution does not solve the prpblem tliey should start 
» the problem solving process over >. // > . 
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U. People can^ develop good problem solving skills through practice. 
Which of the following does not support this statement' • 

X ... . '* ' 

^ A. most people can develop their ability to solve problems 

B. because people face many kinds of problems, they need to 
• i^am to be flexible in their thinking " ' 

C. ibe ability to solve problems is something you are bom with - 
you either have it or you don't "V, 

D. people can develop their ability to solve problems by 
learning and using the steps of thi'^ problem solving proces's ' 

15.. Bob and Anna were fighting about whether people c«to iMiti problem 
• solving skills . Bob said that certain people are boni with the 
ability to solve problems and others ^re not. Anna-, joiver, said 
that all. people fate problems of soifie kind everyday and that peoplt 
have a chance to learn the |Vep8 of problem solving and use them 
in problem situation's. She said th^t many people just don't try* 
to develop their problem solving skills and that is why they -\ 
don't get any better at solving problems. Wit-h which of the 
following statements would Ann^ agree? ^ " 

A. people eithei: have good problem solving skills or they donVt 
^ B. people can develop their ability to solve problems by learning 

and practice N 
C. every probkem has one good solution ' ^ 

p. the ability t©^ solve problems is not very important for 

most people * 

« " * ' • , 

16. (y.mich of the following Jjest describes why people should develop 
their problem solving skills? . . 

A. -the problems that .most people face are small and have simple ' 

solutions.. These problems. take viery, little problem solvlnK 
• ^ . ability. . ^ » 

B. most problems worth solving are Very |iard and complicated 
and ,. take specialists to solve " 

C. because people are likely to face many diffjpr;ent kinds of 
problems they need to develop their abilities to solve problems 

D. solving problAs requires only that people get help from others 
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AUTHORITY AND RESPONSIBILITY 

Authority in a job situation can be^t be described as: 

A. the duty of workers to do their jobs correctly 
r B. the true way an organization works . ' 

C. the right to deci^l. to act and to- direct others to act in 
reaching organizational goals 

D. a description of how tb .carry out job duties 

Responsibility in a job situation can best be described as: 

A. the duty of workers to 'theiy boss to do their jobs correctly * 

B. the power to reward and punish .workers to reach organizati-ooal 
goals ^ 

C. the right to decide; to. act and to direct others to act in ' 
reaching organizational goals * . ^ • ^ 

D. a description of haw to carry out job duties 

f • r * ' I • 

An organization chart: |* r ^ ' 

A. describes all of the jobs 'in an organization t 

B. shows the forjnal lines of authority within an organization' 

C. gives the organization's rules and regulations 

D. shows all the liites of communication within an organization 

Which of the following is not true of the informal organization? 

A. the informal organization forms because of personal relationships 
within the^ formal organization 

B. the informal organization helps give workers a feeling of 
belonging and emotional support - 

C. the;informal organization can work for or against the formal 
organization . ^ 

°* J^g^Jjjy"^^ "''^anization is alwaysg^ell-dtff ined and easy to 

The following diagram shows: 
I 



A. 'the, informal organization ^ , 

,B. ^the formal linfes of authority within an orgaftfeation 

C. all the lines of communication within an organization 

D. how important ea<ih position is to tjie organization 



The" Informal organization can "help the formal organization reach 
its goals. This Idea Is best shown by: " * 

A. workers not f ollpwlng 'cbnqiany ru^es by acting as a grotq> 

B. workers working together ta help a fellow worker with a large 
job in. ordier to finish it on time 

C» workers forming a car pool to save ^as 
D> workers hiave formed a bowling team for a local league 

A*worker^s responsibility is nbre than just doing a job. Workers 
who show loyalty, entjiusiasm, dependability, honesty and . a 
willingness, to learn and accept criticism, are showing: 

A. a negative attitude 
^B. a positive attitude 

C. an ability to handle tlie technical parts of their job 

D. . that they can't handle the technical parts. of their jobs 

A wortcer who has the same job as many other workers but who has^ 
more influence tha^ji the others Qan be said to have: 

A. informal authority - ■ ^ 

B. formal authority 

C. ' formal responsiblity / ' 

D. a bad attitude f . ■ ' 

Seven employers ^rom different departments of a large compaf^ hav€ 
formed a basketball team. They play other teams on Saturday 
mornings.^ They have gotten to know each other very well. Some- 
times they call on each other for help wh^n a j^ob needs to be done 
in a hurry. This is an example of: ^ 

A. " negative attitudes on the job * . 

B. the duty of workers to their boss to do their jobs correctly 

Ip. the fotmal organization ' * ^ 

b. 'the informal organization 

Gwen works in the customer ser>^ce department of a bank. When she 
is not helping customers with tKfiir problems she does not have 
much to do*. She was given another job to do one week by her boss 
in addition to her^normal job. The job was not very big and could 
have easily been done iti a day .or so. When the week was over the 
boss asked Gwen how the job had gone. Gwen had not done the job' 
land told the boss that she ha/i not had time. This situation is an 
example of a worTcer: 

■ 'V. / 

A. planning ahe&d to make sure^wotk is done on time 

B. wbrking for resuljis with a good attitude 

C. staylM away rem responsibility by making excuses 

D. 'handljftig reBppnsibility by. dealing with,. different work situations 



Workers can deal with thei4: new jobs faster if they start learning 
about their job responsibilities and authority right away; because: 

A. it is not important fo;r workers , to ha^^^e clear \ieas^about their 
job responsibility and authority* , ^--^ * 

B. ' a formal job description does not give wdrkers information 4^ 

about job responsibility and authority ' 

C. trial and' error , is the best means to use to learn about jot- 
responsibility and authority ' 

D. ' knowing about job autfiority and responsiblity can cduse workers 

to make less and help new workers to\be better workers 



Bill had been working for six mont^ before he was fired. Bill" 
did his j ob, better than any of - the other workers in .the office , ' 
but he had often said he woiad not help others with their work 
when they had too fauch to do. Bill did just enough work to get 
by* Bill had called in sick many times ajid three times missed 
work without telling his boss. .Since Bill was good at his job, 
he did not like being told, how to do his j ob and . got angry when 
he was criticized by the* boss. Bill was probably fired because: 

A. the boss did not like Bill , 

B. he made the other workers look bad by doing his job so well 
he did not approach hiajob with a positive attitjjde 

D. the boss expected<^ too mdch from Bill ^ 

Workers should know. aboutc&the influence of the informal organization 
as well, as the lines of authority formed by the formal organization. 
On which of the following is this statement based? ( 

A. the formal orgairts^at ion is usually well-defined and easyVto, 
pick out however, \any job situations are also influenced ^ 
by an informal orgaikzation ,that> is- important to see and 
understand , , ' 

B. the^ formal, organization as shown b^tan organization chart, 
shows all of the lines of coitounicatipn within an orjeanization, 
any impartaijt information will come tio a worker thrciSgh the 
formal organization h\ ^ 

C. the informal organization always works against the formal 
organization^ workers need to know about the informal organization 
so^^they cah stay away from it and keep their .jobs, * 

D. the informal organization has all of the lines* of communication 
within .an organization, any important information will come 

to a worker through' the informal organization 



Which of the following best states wh^t business usually wants 
from their workers? 

A. businesses expect workers to handle the technical parts of 
their jobs only * * ' 

B. businesses expect workers to be, Ip^aal, enthusiastic, dependable, 
honest and willing to learn and accept criticism ais well as 

* handling the technical parts of tlielr jobs 
Cr businesses expect 'bad actions from vorkers becaiise they know 

people don/ 1 really like to work 
D. businesses expect workers to do only enough work to get by ^ 

^ ■ ' . '■ ' ■ . • 

Ellen and Joanne were fighting about the Importance of the Informal 
organization at their business. Ellen^saj^ that the Informal organi- 
zation was bad f^r the company because.it got in the way of the / - 
formal organl/ation^and tried to get .workers to not pay atstentlon 
to company rules* Joanne, said that she agreed with Ellen. But, 
she also, said that the Informal organization helped the business 
get thinga done and also gave the workers a feeling of belongings 
and emotional support, -^ich one of the fdllowing shows how CI 
Joanne would , end the talk^ ■'■ ,. \ ^] 

\ ■ ■ ■ ^ ' 

A. -rtlie Infor^bal organization always works" :^or the formal organization 

B. the informal organization always \^ks against the formal 
organization . / ' ^ 

C. the inio^mal^^c>rganization can work for or against the 
formal organization ^ ^ 

D. ^th(B InfoCTnal organization is usually easy to pick out in a 

company , 

A worker said':. "I'm f InlshedNaaking excuses 'for myself when 
fall on the job. Making excused just causes more problems." 
Which of the following does not agree with this sentence? 

■ . y .} ■ 

A. people who make excuses may a(*^art to believe their own^ 
excuses after awhile 

B. making excuses ds a good way i)f staying away from failure and 
keeping your Jobl". \ ' 

G. making ekcuses caiT^ecome a habit 

D. workers who make excuses, may Id^ie confidence, -because they 
never give themselves a chance \to succeed ^ 
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> '- V LEADERSHIP 

Which of the following Is not a basic style of leadership? ' ' 

A. "iron^fisted!V (autocratic) 

B. "hands^off" (raissez-f aire) . 

C. official V 
n- "let 's^vote"' (democratic) 

Which of the following is true of leadership? 

A. leaders are born witl^certain qualities that make them good 
leaders * 

B. leadership is a combination of skills that people can develop 
through learning and practice 

C. leaders ate always chosen because of what they did in the 
pasr^d ability 

D. leaders^ are Uways chosen because of who they know, rather 
than because of fheir ability 

'In the "iron-fisted" (autocratic) style of leadership decisions are 
made by: ~ 

A. the leader only 

B. the group rather than the leader 

C. no one 

D. the group and the leader 

Leadership roles^hat have to. do with the group js goals are 
called: , - . / 

A. maintenance roles ! 

B. forrfal roles \ 

C. infai?mal roles 

D. task xoles 

Two theories of leadership are theory X and theory Y. Which of 
the following /sentences best describe^tfae main difference in 
the two thiebries? ^ > ■ ' ^ 

A. one theory uses the "let's vdto-fSemocratic) sfyle of leader^ 
ship and the other theory uses the "h^nds-off" (laissez-faire) 
style of leadership ' 

B. one theory says that people. hate work and try to stay away 

^ from it when they can and the other theory says that work can 
be a-, source of satisfaction for people ' /^ 

C. one theory says that leaders are born and the other theory says 
that » leaders are made' v 

D. one theory uses one hi)ss f or . each worker and the o ther theory 
uses morei than one boss for each^ worker 




6. A boss lets group members^help make a decision. .^Jhlch style of 
leadership is the boss^ using? 

A. . "iron-fisted" (autocratic) . ' 

B. "hands-off" (laissez-faire) ' . — ' 

C. "let's-vote" (democratic) ' v 
D; official 

7. One theory of leadership style is •theory X. Which of the following 
is not true of theory X? - 

A. people hate work an4 stay away from work if possible 

B. work caii be a source of satisfaction for people 

C. workers would rather stay away from responsibility and making ^ 
decisions * 

D. most workers in an organization must be forced or frightened 
to gfet them to work hard ^ / 

8. When people say "leaders are born, not made" they are: 

A. pi:66ably correct because most of the qualities it takes to 
be a leadiar cannot be learned 

B. probably correct because leaders are always chosen by "who 
they know" rather than because of their ability 

,C. probably wrong because lea^^ship is a skill that people can 

develop through learning .JjjJPpractice 
D. probably correc^t bec|p|ie Ijeaders are always people who "rule 
with ah iron hand" ' . 

9. Which of ^the following id an example of a leader doing a maintenance 
or people role? <, / 

A. .asking managekent 'for more money for the workers 
' B. "l^^the sjupervi^or of a group of workers is telling the workers 
how to do a job 

C. the supervisor of a group of workers is checking to see if 
the job was done correctly 

D. the supervisor of a groOp of workers is making a report to 
management about work done during the past week 

10. John is a manager ip a large department store. The workers who 
work for John describe him as a. dictator. John does n^c accept 
an^ suggestions ^rom the workers and is always giving orders. 
Which of the following leadership styles does John use? ; 

A. "h^ands-off "(laissez-faire) , , 

B. "let's-vote" (democratic) 
. . C. official . 

D. "iroii-£iste4" (autocratic) 
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Susan is the office manager for a business., A worker has come up 
with an idea for doing a job faster and better. Before Susan will 
allow, the worker to use the idea on the job she is going to have 
all of the workers talk about the idea. Then as a group, the 
workers will decide whether .to use the new idea or not. Which 
of the following leadership styles is Susan using? 

A* "hands-off " (laissez-faire) 

B. "let's-vote" (democratic) 

C. official 

D. "iron-fisted" '(autocratic) 

Larry just got a job in an organization and has a leadership role. 
Which of the following sentences is not good advice for Larry? 

A. , Larry should figure out which style or styles of leadership 

suit him, best 

B. Larry should remember that each leadership style has a different 
effect on the job and people involved 

C. Larry should remember that which leadership style to use, 
depends partly on the situation 

D. Larry should pick one leadership style to use and never change 

A leader who is almost always concerned with the task roles of 
leadership probably uses which of the following leadership styles? 

A. "tron-fisted" (autocratic) 

B. "let '.s-vote" (democratic) 

C. official > 

D. "hands-off" (laissez-faire) 

A leader should use both the task and maintenance roles of leader- 
ship. On which of the following is this sentence based? 

A. people would rather work for a lead^t interested in people 

B. people would ratherwork for a leader interested in the job 

C. groups whose leaders pay attention to both the people and the 
job get the most done and get along the best 

D. most workers in an X)rganUzation must be forced or frightened 

to get them to work hard . / 
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15. Managers and bosses who believe In the theory X of leadership 
probably use which of the following Readership styles most of 
the time? ^ ' 

^ •< ■ ' 

A. "iron-fisted" (autocratic) 

B. "let Vs-work"' (democratic) 

C. "hands-off" (laissez-faire) 

D. official ; 

16. Which of the following combinations of leadership theories and 
leadership styles probably go together best most of the time? 

A. theory X and democratic style ' _ ^ 

B. theory Y and democratic style 

C. theory X and laissez-faire style 

D. theory Y and autocratic style 
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COPING WITH CONFLICT 

Which of the following best describes conflict? 

A. a conflict ends in a violent fight between people 

B. .conflict happens when a person's actiojis interferes with or 
frightens another person ^ 

C. conflict only happens when one person is right and the other 
•person is wrong 

D. conflict situations<y>arfe always bad^^ 

Conflict- situations happen in four different stagps Which of the 
following is the last stage of a conflict situation? ^ 

A. taking sides ^ . ^ > 

B. keeping score 

C. thfe showdown • 

D. adjustments * 

"Which of the following is not usually a cause of conflict on 
the job? ' 

A. workers who have different needs or goals 

B. workers trying to stay away from hard or unpleasant jobs 

C. the different prejudices workers have toward others 

D. all of the above may be causes of conflict on the job 

A good means of dealing with conflict is compromise. Which of 
the following be^t describes compromise? 

A. .delaying . , 

B. avoiding 

C. confronting with power 

D. give and take 

V . ^ ■ . ■ - ■ ' ' 

Jerry handles a conflict ^ situation 'by changing the subject when 
the conflict comes up when talking. Jerry is: ^ 

A. confronting the conflict situation 

B. delaying the handling of the conflict situation • 

C. avoiding th^ conflict situation 

D. pompromising by not talking about the conflict situation 

Many conflicts that happen on the job are caused by prejudice. 
Which of the following conflicts is caused bynprejudice? 

A. a fellow worker is always late for vork causing others 
more work 

B. a young worker is ^treated unfairly by older workers 

C. a^ worker da using fellow workers in order to look good to •» 
the boss » 

D. ' a fellow worker does careless york that makes other workers 

look bad / < ■ i _ 



Workers who handle a conflict by' talking It over, listening to 
both sides, stating and making the problem clear, thinking about 3 
andwers to the conflict/ deciding on an acceptable solution and 
evaluating the results are handling the conflict by which of the 
following methods? . 

. ■ ■ ' ,. . ' f . ^ 

A, confronting the conflict and compromising * 

B, cAif renting the conflict and using power 

C. delaying settling the conflict 

D. avoiding handling the conflict 

The last stage of a conflict Is called adjustments. One or both 
sides may decide to make so^ change In their behavior. If one 
sl'de Is asked to make all the adjustments, which of the following 
likely to happen? . 

A. the conflict will be settled V • 

B. the conflict will ^s tart over again 

C. the conflict will be M|^ed ia^ff^ fnm'-' 

D. the coitfllct will be hSIIlUettled 

Juan trys'to get everything juart right and does his job very well 
He gets very upset with a fellow worker who Is alvays making 
mistakes. This causes Juan more work since he nas to correct the 
mistakes. Several times Juan has "blown-up"^lJ this person, which 
has caused hard feelings. How can this slfuation best be handled? 

A. Juan should keep, "bloving-up" at the fellow worker whenever 
^ mistakes are made to make sure the fallow worker knows he is 

upset , . \ ' 

B. Juan should not worry about the other person ^s work and just ^ 
correct the mistakes when they happen 

C. Juan should do nothing now *and vait to see if ^the problem > 
' goes away 

D. Juan should talk to the fellow worker about the problem, he 

' should listen to reasons for the mistakes ai^d both workers* can 
then decide -on /an answer to the problem 

- ■ \ ^ 

You are the boBs of several workers and have to handl^ the 

following problem. A conflict has developc^d between the workers 

oveif who should have to do a new job that is very hard. The older 

workers say that the-ae^er wo rkers sh ould do the job and the newer 

workers do not think this is fair. Which of the following is the 

best means of handling the conflict? 

A. stay out of the conflict and let the workers settle the conflict 
in/^whatefrei: way they can * y 

B. do something thatTwill "cool off" the situation for a short time 

C. listen to both sides, think about several answers, decide on 
an answer by compromising and put the .answer to the problem 
into action I * 

D. make whatever decision seems best toVou and say you will hold 
gajr back from workers who do not go albi^gwl^th your decisfciti 



Prejudices can cause a difficult kind of conflict. Which of the 
following is an exMiple of a conflict that has been caused by 
prejudice? • , 

•A. a worker who has no right to be is very bossy causing other 
workers not to like him or her 

B. certain workers are treated unfairly by the boss because 
they are young 

C. a worker is causing a conflict by "using" other workers in 
order to look good to the boss ^ - 

D. certain workers are trying to stay away from hard jobs, this 
is unfairly making more work for others , 

! ■ ' ' . 

Ellen has spent many days working on a new filing system for the 
office. The new system works much better than the old system did 
and takes up less space. Ellen is pleased with the system and is 
proud to have come up with it. One morning shortly after the system 
was started, she heard the office manager taking credit for coming 
up with the system while e3q>lainin« it to the company president. 
Ellen is now;Veify upset. The conflict that has developed is an * 
example of 'a conflict caused by: * 

A. workers being treated with prejudice 

B. workers with different needs or goals trying to get what they 
want or need at the expense of others 

C. workers 1<7ho cannot or will not do their jobs correctly 

D. workers trying to stay away from unpleasant or hard jobs 

For many reasons, conflict situations often come up between 
workers out the job. Which one of the following best states the 
reaison why workers should be able to handle conflict? 

.A. there is no room for trouble makers on the jab 

B. conflict is always a bad or unpleasant situation that should 
be^ stayed away from ^ 

C. by working out conflicts workers can make -changes to improve 
their working situations 

D. handling conflict situations should be 'a matter of habit 
for workers >^ V 

l^hich of the following sentences is not ,true of conflict situations 
on ,the job? , ' ^ 

A. on the job, conflict may cause workers to become t mixed up, 

upset and not willing to help .each other ' ' 

fi. the best thing to do ^en conflict happens is to ignore it 
Ga conflict can be a learning experience for workers 
D. sometimes conflict on the job may end in a fight . * 



Most conflicts go through four stages. Which of the following 
Stages of conflict is most important for settling the conflict? 

A. taking sides . <v 

B. the showdown 

C. adjustments 

D. keeping score^ 

» ■ 

Bob said: "There should never be xronflict on the job, the boss 
should just tell the other workers what to do and the workers 
should follow orders^ Which of the following sentences does 
not agree with Bob's beliefs? 

A. by working out conflicts, workers^an make changes to improve 
^ their working situation 

B. conflict' is usually bad or unpleasant 

C. conflict may cause workers to be mixed up, upset and not 
willing to help others \ 

D. conflicts jwill not happen if the boss uses authority or power 
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People have to deal with changes in their lives: 

A. only once in awhil^ 

B. probably every day ' ^ 

C. only if they want to 

)D. never , . ' / ' * 

People's attitudeg toward change has something to do - with their 
ability to deal with change effectively. Which of the following 
is not an attitude that favors change?' 

A. optimism^ • ^ • ' 

B. self-confidence ' 

C. pessimism ' ' . ♦ 

D. flexibility s v ' ' > . 

■ ' • - , '.f ' 

Which of the following is not importaat when learning to accept 
change?. 

A. ^ being* set in yoi^r way's and not willing to change 

B. knowing about tl]e good points of a change 

C. knowing about the^bad. points 'of "a change 

D. coming up ,with vays of idecrea^ing the bad points of a change 

When deciding how to r^act to changes,, the .first st^p in decision 
making is: * , ^ . " ' 

A. making a decision ' \ j 

B. finding altern;atives , . 
C-i^ defining the problem .. . ^ ' 
D. understanding the • sitXxation ' « 

The more, people accept change, the: 

A. harder it is 'to deal, with the change 

B. easier it is to deal with thfe change 

C. ^ more time It takes to deal with -the, change •/ 

D. dumber they are - 

Workers wKo^do not^want to accept a certain change can fight it 
in many way%. t/hich of the _ioilowing ways of fighting change is 
the most likely to cays^ problems for workers? " . 

A. ' compfdmise or substitute \ ' ' / * 

,B. request not to conjply with-the change* ^* - 

C. fight the change ' ' 
.D. refuse to. accept the. change' 



7^ One way for, people ^o deal* with changes that they do npt like is 
- tp compromise. Which of the f611<JWing is an example of <:ompromisitvg? 
■• ■ \ : ■ . _ . ,-. . , ;.. . .-. . 

. A. not being willing to accept the change and take the consequences 
Bi fight, tjje change because it is unnecessary 

C. come up with a substitute plan that will be accepted in plac^ 
of the change , f 

D. looking for the Bad points about the change " 

8. Optimism, self --conf idence, flexibility, enthusiasm for life, i ^ 
willingness to accept uncertain(|jf and selJ-control describe people 

. V 'who usually have: 

^A. a 'positive Attitude toward change * . - ilj^: 

.B. a nejgative attitude toward change 

C. difficiilty dealing with change 

C. trouble dealing with new work situatl^ons 

9. Evelyn has worked in the shippCtng department of a la^e business for 
three years. Man^geinentf has decicied to put together the shipping 

, department and the receiving department to save money i Few^^r workers 
will >e needed to run the new department and some jobs will be done 
away with. Evelyn just got the word that she will have to learn 
^ ' a new job if she wants to stay with' the business. Shfe is upset 
with having to change jobs becausie she likes her job and dbfes "not 
; want to be bothered with learning a new one. Whlclii'of the following 
;^ should Evelyn probably do? ^ 

A. fight the change 

B. dori^t change jobs and take the consequences , 'fl 

C. accept the change but^look at both the good and bad points 
of the change ,^ c 

D. try to get out of the change by saying her job is too , 
important to get rid of 
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One way of dealing with change is to try to accept the change by , , 
knowing about its good -points and bAfi points and decreasing; its 
bad points. This idea is best shown' by which of the following, 
^entenpes? 

A. '^ "I don't think I should have to change /since I have worked 
■ ' here for ten years" A 

B. "The change, is going to cause some problems for me v^ut J 
think it will be good for me in the end" 

C. ^I don't have to acdept this^^chahge and I'm going to fight it 

all the way" ' . 

D. "I 'will accept the change if "I am allowed to make some changes 
in the plan" ^ 
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Gary and all of the otjier worker^ at the store havk just heard 
that ail -workers will have to start wearing uniforn^ with the 
business name -qn them,. Customers -have not been abld to see sales 
people when they. need help. ? Gary is the only worker \at ^he'store 
who never deals with customers since he is in charge bf record 
keeping and does not' leave his office, Gary does riot -Want to _ 
wear a uniform everyday and^,does not 3,ee any reason- for him to 
change/ .If Gary does npt want to change he should probably: 



A. 
B. 



C. 
D. 



accept the change anyway and try to find some good^points 
, make request to management that he not be made wear the 

uniforms since all cljknge*s are not meant -to include all 

employeeli all the tjiie • 

fight the change by complaining to management 
-refuse to accept the change an3 ta]|^ the conseqiiepces 



12. 



A person.is faced on the job and is trying 
to decide wHait to dp\ about the change. Which of the following steps 
in the decision-making process is the person using? * • ^ 



A. undeTsfandifig the situation 

B. ^efini^g the problem 



f indfing alternatives^ 
makiti^*a^ selection 



All people^ do not think> the^^me way about change. It is not right 
to expect fevery^persdn to either completely accept 'or aompletely 
reject a change. On which of the following is this serStence based? 



A.^ 

B. 
C. 

D. 



^ theijife are degrees of acceptance or rejection in a reaction 
to change * . 

all pepple* react to. change in the same way V 
wfien people are faced with a changing situation they can ei 
completely accept or. completely reject the change 
workers mttst aqc^pt changes on the job^ 



itl&t* 



A change in the price of oil has something to do with the price a 
person pays for gaabline. This -change may also have something to 
do with money that an oii worker makes. On which of the following 
is this sentence based? ' 



A. 

B. 



qhaiiges affect all people in the same way 

otily changes that affect large "numbers of people are important 
changes affect different people in different ways 
refusing to accept change is»a difficult job 
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In order to accept a change' with a good attitude, people must 
know about tfie good points and badVpbints and think of ways to 
decrease the bad points; Which of the following does not agree 
with this sentence? ^ 

A. most changes have good points and bad pcvints * 

B. changes are cither all good or all bad , 

C. change affects different people in dlffere^:>ways 
by looking at the good points » we can accept change more 
easily ' ' * ^ 



D. 



Wh^.ch of the following best describe^ why people should ^arn. 
deal with chajg^e? 



to 



A; 

B. 
C. 



people have to deal with changes every day in all parts 

of their'livcis , 

peoples attitude toward change cannot betchanged 

only management or other leaders have to deal with change 

on the job ; 

the rate of change in the world is slowing down 



r 



J 



1:^ 



1. B 

2. C 

3. B 

4. D 

5. B 
61 D 

7. C 

8. V A' 

9. C 

10. B 

11. B 

12. - c' 
A 

14. C 

15. B. 

16. A 



COPING ^^TH CHANGE 
Answer Key 



■ D 



V 

/ 




ADAPTING AND^^IJVNNING FUTURE 



The lorld of work Is changing fast,., "The rate of change in the 
future will probably be: 

A. slower thanvto day 

B. faster than today / . 

C. about the same as today ^ * * ^ 
D". ^ impossible tp predict 
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A career plan that allows workers to plan for their future: 

• \ 

A. should be flexible and able to be changed 

B. should be rigid and stuck to at all costs 

C. is not helpful to workers . 

D. is based all on the past 

Which of the following, is a correct description of the future? 

A. the future is already fixewi ' > 

B. the future is all a matter^ of chance 

C. people are in complete control of ^heir futures ' 

D. none of the above description^ is correct by itself 

Which of the following will not affect workers in the future? 

A. population changes . 

B. changes in the .^n^ijronment ' » 

C. ecoiidmi^^hajx^^ ..c - - - > 

D. all ^of .tih^e above "jr^^ 

■ ' V -.'^ ' ^ ■■ , . . • .* ' / ■ 

Workers -who bel?ieve that the future is already fixed would: 

A. see no use in planning for the future 

B/ jdepend on good luck * . ^ 

C. act as though they are in complete control of their futures 

D. none of the above , , ^ \ 

The idea that workers in the future will change jobs ten times 
before' they retire best shows which of the following ideas? 

** ■ . • . ■ 

A. there will be many people out of work 

B. technological advances will be slow in coming 

C. jobs, will become out of date very quickly 

D. ^workers will no longer take pride in their work 



A wprker who says, "The future is a great roller coaster that we - 
ride, through life unablie to get off or direct^ is describing th"e 
future as: V 

* ."^ . • . ■ ■ ^ * • ' ■ : . 

A. fixed ^ and heyond our control . - "\ % 

B. all a matter of chance « j * 

C. ^ able to. be completely controlled 

D. a mix of all of tlie above i^e^s 

^ V ' 

Raising^he retirjement age of arorkers to age 75 best shows which 
of the following ideas? 

A. many jobs 'that are here today will not be her^ In -the future 

B. workers will be given time off to iTBarn new skills 

C. seniority will be abandoned as a means towards promotion 

D. the U.S. population will increase slowly. There will be fewer 
young people looking for jobs 

Nancy has just, graduated from high, school and hajj^ learned *how to , 
run several modem office machines. Which of zne fallowing is 
-most likely to happen? 

' , • ■. . X . ■ ■■ ^ \ ■ " ■ " ^ , " ■ 

A. Nancy will bemusing th^ skills she learned for the rest of 

her working career 
*B. Nancy will h^ve to learn nfew skills before getting a job 

because th^ skills learned^are probably already out of date 

C. Nancy will use the skills she learned as soon as she gets a ^ 
job but will probably haye to leapi new skills. in the years 

to come ' ■ r . 

D. - Nancy will not be able to use the skills learned at school / 

because the office machines used in business ate not *as 
modern as those office machines used in schools. 

Two 'workers have been working ^t the same job for several years. . 
The' workers have just^ been told by management that one of them has 
to be l^t go, and Jthe other given a new job ohat tak/es different 
skills. ^ fhe worker mbst likely to get 'the new j obi is: 

A. the worker who has , updated his or her skills by learning new 
skills over the years ^ ^ 

B. the worker who is lucky ^ . 

C. the worker who is younger 

D. a new worker, will probably be hired ' ^ ^ > 



If aroufl^ two-thirds of the jobs available in the year 2,000 do 
not exist today, which of the following is probal?ly true? 

A. two- thirds of the country *s. vorkers will be out of work 

B. people will have to' plan for different jobs during their 
careers j 

C. skills leariied in high school will be the same skills used 
throughout a person's ^working' career 

p. most workers will work at the same job for all of their careers 

- * ' ' / I. 

Larry has been at his job for two years and would like to stay 
with the company. Hoyever, he has just been told by management 
that^a change is being made tl»t will cause him to change jobs in 
order to stay with the company V^arry 3hould pr6b^bly: ' 



A. refuse to change jobs * i 

B. learn the skills needed for the new jobs ^ 

C. find a job with another comi)apy' using the skills he has now 

D. try ^o convince management liot to make the change 

A grdil^ of workers were talking about their, plans fo± the future"^ 
and the chance of having to go back to school to learn new skills. 
^ The boss who was listening to them talk said that he or she would 
not have to worry about learning rtew. skills because the way to 
be a^boss will never change. Whidh of the following best describes 
the boss' belief tbward the future? 

■ I ^ ., V' 

A. ^in order to deal with changes in their work environment , 

workers need to be prepared for changes r 
^B. plans for. the future must be flexible enough , to allow workers 
to make adjustments as changes happen 

planning for' the^^fixture is needed by some workers but not 
by all workers 

D. people who set goals are involved in creating their own 
future 

The world of work will change even faster in the future than it 
is changfeig how. If this sentence is true^ which^ af the following 
will probably not happen? ' 

A. workers will fciave to change jobs several yt*mes during th^ir 
careers . • 

B. , workers will stay on one j^b using the same skills for their 

whole career • ' 

C. most of the jobs that will be here in the year 2,000 are not 
even here today v 

D. workers will have to learn new skills after they finish high- 
school just to keep their jobs 
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The length of time a worker ha& worLed for a cojnpany will not 
count toward promotions and advancement. If this sentence is 
correct, which o^#the following is the reason why? 

Ai those workers who have current knowledge and skills will be 
valuable to the company 

the retirement, a^ will be raised to seventy-five 

C. the retirement^ age will be lowered to forty-five 

D. Iseniority will be even laore important for job promotions in 
/the future than it is today 

Which one f)f the following best describes why workers need to 
have flexible career plans? 

'■^ 

A. the future is fixed and there is nothing that can be done 
to change it * ^ 

B. in order to deal with changes at work, workers need to be 
prepared^ fo^ changes, including opportunities and bad J^ick 
the future is all a' mactter of chance and workers will nSed to 
depend completely on good luck \ 

D. v^rkers who have a career plan ate in completfe control of 
t^heir future 



ADAPTING AND PLANNING FOR THE FUTURE 
Answer Key 



1. B 

2. : ^ 

3. i) 

4. D 



7. 


A 


8. 


D 


9! 


C 


10. 




11-/ 


B 


12. 


B' 


13. 


C 


14. 


B' 


15. 


A 


16. 


B 



( 
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